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Emotional Intelligence and United Nations Peace Operations1:
The Possibility of Applying Emotional Intelligence to the Decision-Making Processes-
KURODA Michiko
Abstract
??This paper explores the possibility of applying emotional intelligence to the work of the United 
Nations (UN), focusing on decision-making processes. The concept of emotional intelligence has 
been applied in various sectors and industries since the publication of Daniel Goleman (????)?s 
book, Emotional Intelligence: Why It Can Matter More Than IQ. Yet the UN has not formally 
incorporated emotional intelligence into its work. The UN has huge peace operations on the ground 
with direct interactions with the local populations. The application of emotional intelligence should 
contribute to enhancing the impact of UN operations, as demonstrated in other sectors. The paper 
will ﬁrst address what emotional intelligence is, how it works, and how it will aﬀect the work and 
operations. Then the paper will examine how the UN has applied emotional intelligence in its 
decision-making. The major ﬁndings include the following: (a) emotional intelligence is an asset for 
the UN?s work, including peace operations; (b) application of emotional intelligence to decision-
making processes could aﬀect the UN?s work; (c) the role of leadership development is essential in 
ensuring the application of emotional intelligence; and (d) introducing a program to cultivate 
emotional intelligence will be a pathway to enhancing the eﬀectiveness and impact of the work of 
the UN operations. The paper will also propose ways of incorporating emotional intelligence as part 
of the UN?s peace operations.
Key words:  Emotional Intelligence, United Nations Peace Operations, Decision-Making, Conflict 
Resolution, Leadership
Ｉ．Introduction
  
??The concept of emotional intelligence (EI) was introduced around ?? years ago through Daniel 
Goleman?s ???? publication. Since then, the concept of EI has elicited attention from many quarters and 
has been applied across the globe ranging from private and public sectors, governments, schools to military 
organizations, leading to high-impact and enhanced performance. Yet EI application is not prevalent in the 
United Nations, including its peace operations.  
?? This research was conducted as part of the Columbia Coaching Certiﬁcation Program, Teachers College, New York in 
????. This paper presents the personal views of the author and not the oﬃcial views of the UN.
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??Based on a UN report issued by a high-level independent panel of experts on peace operations, UN 
operations constitute the most high-risk and visible feature of the Secretariat?s work and are performed in 
most diﬃcult sites to live in and operate (UN ????a: para ??). The report showed that the UN Secretariat 
currently provides support to peace operations in the field with about ???.??? uniformed officers, and 
almost ??.??? civilian employees. Peace operations make up more than ?? percent of all Secretariat 
civilian staﬀ. The budgets of peace operations are ? times bigger than those for the entire Secretariat. 
??The same report alongside a peacebuilding architecture review report (UN ????b), suggested 
several measures to enhance UN peace operations. One measure involved adopting a more field 
focused and people-centered approach, whereas another involved strengthening conflict prevention and 
mediation efforts. Though such proposals are relevant, to adopt a field-focused and people-centered 
approach, applying EI at the operational level will be fundamental. UN peace operations require that the 
peacekeepers, peacemakers, and peacebuilders (hereinafter ?peace operations personnel?) interact with 
diﬀerent populations, particularly within the local communities in the countries where the UN operates. 
If the UN peace operations personnel apply EI while interacting with people, communication and 
relationships could improve.  
??The purpose of this paper is to explore the possibility of applying EI to the work of the UN, especially 
peace operations that will include peacekeeping, peacemaking and peacebuilding operations. These entail 
a wide range of activities from negotiation, conﬂict resolution, decision-making, collaboration to problem 
solving. This paper will explore EI?s potential eﬀect on the performance of UN peace operations in relation 
to speciﬁc application of EI competencies within the decision-making process. Yet, evaluating the overall 
performance of UN peace operations is outside the paper?s scope. Rather, it will examine how EI could be 
integrated into the work of the UN. 
??In ????, the UN peacekeepers deployed under the United Nations Stabilization Mission in Haiti 
(MINUSTAH) triggered the outbreak of cholera. This epidemic was traced to the contingent from Nepal, 
and because of poor infrastructure and sanitary conditions, the outbreak resulted in more than ?,??? Haitian 
deaths and left over ???,??? people infected (UN ????: para. ??). Nevertheless, the major disturbance to 
the international community was that the UN did not initially acknowledge this problem, instead insisting 
on its diplomatic immunity when possibilities of being sued came to the fore. This response tarnished 
the image, reputation and trust in the UN peacekeeping operations, while the Mission was apparently 
implementing its mandate. Moreover, it upset the global humanitarian community and the Haitian people. 
The question is why the UN did not consider their emotions. 
??This paper will address the following questions: What is EI? Could it be an asset to the UN peace 
operations? How can the UN apply EI to its work? What are the necessary steps to include EI in UN 
peace operations from an operational perspective? The paper took into consideration the author?s direct 
experience while evaluating the research ﬁndings.  
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Ⅱ． Emotional Intelligence and its Development 
??Chapter II will examine the deﬁnition and concept of emotional intelligence as part of the eﬀorts to 
explore its application to the work of the UN, including its peace operations. 
１．Definitions and Concept of Emotional Intelligence 
??Salovey and Mayer (????: ???) were the pioneers who provided the definition of EI within the 
field of science, which covered such aspects as one?s own and others? feelings and emotions, how to 
diﬀerentiate them, and how to use this information to guide one?s action and thinking. This was simpliﬁed 
as the capacity of accurately perceiving, apprising, and expressing emotion, the capacity of generating 
or accessing feelings if they enhance reasoning; that of understanding emotional knowledge; and that of 
regulating emotions for intellectual and emotional growth (Salovey and Mayer ????: ?). Goleman viewed 
EI as the abilities that feature the capacity of motivating oneself, persistence, and zeal (Goleman ????: 
xii). Moreover, Goleman (????: ??) asserted that EI is crucial in overcoming life challenges through 
motivating oneself to control impulse and delay gratiﬁcation aim order to enhance reasoning and develop 
values of empathy and optimism. Bar-On?s (????: ??) deﬁnition encompasses a mixture of competencies, 
non-cognitive skills, and capabilities that affect an individual?s ability to be resilient in the face of life 
challenges and environmental pressure.
２．Emotions and Thinking
??Thinking is a function of emotions, and emotions play a role in enhancing thinking (Kelton ????: 
???). This diﬀers from Cicero?s argument that individuals make decisions based on fear, hate, joy, sorrow 
and love instead of authority, legal threshold, authority or reality (Cicero ???-?? B.C., cited in Kelton 
????: ???). Additionally, Kelton (????) asserted that discussions are still ongoing regarding the role of 
emotions, and referred to Darwin?s argument that some animals, including human beings, demonstrate 
emotion through, for instance, emotional language and other forms of expression (Darwin ????, cited in 
Kelton, ????: ???).
３．Intelligence and Emotions
??Edward Thorndike (????) ﬁrst used social intelligence to describe the skills used in understanding 
and managing people (Hess and Bacigalupo ????: ???). However, David Wechsler (????) later proposed 
that emotional factors be included in measurement, and that emotional thought cannot be disregarded. 
Therefore, it is very diﬃcult to disregard feelings in making rational choices or logical decisions (Goleman 
????: ??). It is also worth noting that connecting feelings and emotions with needs and values, and then 
action, is crucial (Rosenberg ????; Steiner ????) because doing so enhances relationships and engagement 
with other people and helps individuals eﬀectively handle life challenges. 
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??Howard Gardner (Gardner ???? and ????) unveiled the concept of multiple intelligences as the most 
appropriate in dealing with the multi-faceted challenges of life, as well as in enhancing the human ability 
to leverage acquired emerging knowledge to create and identify issues. Cognitive intelligence (IQ) is the 
ability to plan and concentrate, organize material, use and understand words and assimilate and interpret 
facts (Stein and Book ????: ??). For Goleman (????: ??), emotional and rational thinking are the two 
functions of a thinking brain, and emotional thinking has intellect as its major component. According 
to Goleman (????: ??), IQ and EI are not opposing competences, but are rather supplementary in their 
correlation.
４．EI Model Framework and Competencies
??Based on the above-mentioned deﬁnitions, various EI models have been developed such as mixed, 
trait, and ability models (Hess and Bacigalupo ????). Initially, Goleman regarded ? elements as emotional 
intelligence that include knowing one?s emotions, managing emotions, motivating oneself, recognizing 
emotions in others, and handling relationships. Table ? illustrates the ? categories containing ?? behavioral 
competencies (Hess and Bacigalupo ????: ???). These types of EI competencies have evolved for several 
years. Table ? lists the behavioral competencies associated with EI developed by Goleman. For analyzing 
EI, the paper will use the ? categories as indicated therein namely: a) self-awareness, b) self-management, c) 
social awareness, and d) relationship management. 
Table ?: A Framework of Emotional Competencies 
Self (personal competence) Other (social competence) 
Recognition Self-Awareness
●Emotional self-awareness
●Accurate self-assessment
●Self-confidence
Social Awareness
●Empathy
●Service orientation
●Organizational awareness
Regulation Self-Management
●Emotional self-control
●Trustworthiness
●Conscientiousness
●Adaptability
●Achievement drive
●Initiative
Relationship Management
●Developing others
●Influence
●Communication
●Conflict management
●Leadership
●Being a catalyst for change
●Building bonds 
●Teamwork and collaboration 
(Source: Goleman ????: ??) 
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５．EI and Decision Making
??Though decision making was considered a cognitive process, the past several years have experienced 
a flurry of interest regarding the role of emotions in making of decisions (Lowenstein and Learner 
????: ???). Hess and Bacigalupo (????: ???) pointed out that the dichotomy between rationality and 
emotion characterizes thought, even in the face of arguments that humans can make choices in the absence 
of emotions because the mind operates independently. However, integrating emotion, intuition, and EI can 
lead to better decision-making processes and decisions. 
??Existing studies have demonstrated that emotions in decision-making – along with incidental aﬀect, 
which may not be directly linked to decisions at hand, can significantly affect choice and judgement. 
Therefore, emotional deﬁciencies, whether experimentally induced (Wilson et al. ????) or innate (Damasio 
????) can negatively aﬀect quality decision-making. In this respect, emotions play a great role in decision-
making (Lowenstein and Lerner ????: ???). H. Kimsey-Houseet et al. (????: ???) argued that emotions 
relay information as to what people want and what matters to them. Hess and Bacigalupo (????: ???) 
identiﬁed practical ways to applying EI to improve decisions because emotions and intuitions are critical 
to rational and smart choices (Damasio ????). Decision-making, however, should consider how such 
decisions aﬀect others.
??Salovey and Grewal (????) identified several EI skills, including: perceiving emotions, using 
emotions, understanding emotions, and managing emotions. Emotions, therefore, are crucial in decision-
making, and decision makers should consider the adverse consequences of their decisions on others 
through addressing such concerns before making decisions (Sevdalis et al. ????: ????). Decision makers 
who comprehend the other people?s emotions might use such knowledge to avert potential adverse 
consequences by tackling such emotional concerns beforehand. In connection to the ? aspects suggested 
by Goleman (????), it is clear that EI skills aﬀecting decision-making process must be considered as an 
integral part and functions of individual self-management and self-awareness, which play a signiﬁcant role 
in forging eﬀective and meaningful relationship as well as engagement and interactions with others. This 
fosters social awareness and management of relationship. 
Ⅲ．Application of Emotional Intelligence
??Chapter III will explore how EI could be applied to the decision-making process in the UN peace 
operations, in the hope that it will contribute to enhancing its performance and impact.
  
１．EI and Performance
??Stein and Book (????: ??) found that, whereas IQ could contribute between ? and ?? percent success, 
EI, on the other hand, has been shown to the success of a task in around ?? and ?? percent success.  In this 
regard, ? branches of EI models suggested by Salovey, Mayer and Caruso were applied by Kelton (????) 
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in training lawyers to understand and employ EI. Kelton (????) further argued that importance should 
be to attach to emotions that exist between the clients and lawyers. From research, it is clear that lawyers 
who employ EI in dealing with clients were more successful in handling cases than those who do not. In 
the application of EI, the initial step involved understanding the emotions as well as how they inﬂuenced 
thinking. Local bar associations are key because they allow lawyers to meaningfully engage in legal issues 
through training on EI such as utilization of mediation and mindfulness as a means of nurturing, because EI 
is important in both work and life (Kelton ????: ???).
??This view is supported by Cherniss (????) in his study, which demonstrated that EI is a factor for 
growth of a company. This study was conducted in the US Air Force through examining its selection 
process, which has shown that conscripts with higher EI competencies such as emotional self-awareness, 
happiness, empathy, and assertiveness. Additionally, the Air Force also discovered that utilizing EI in 
the recruitment process enhanced the capacity of predicting recruiter success, resulting in the immediate 
beneﬁt of an annual saving of $? million. 
２．EI in Conflict Resolution, Negotiation, Mediation, and Problem Solving 
??The UN?s mandate on peace operations is premised on conﬂict resolution, negotiation, mediation and 
problem solving. Negotiation and mediation are the core functions of the UN as provided in Article ?? of 
the UN Charter, which is within the broad framework for peaceful settlements. These functions entail many 
decision-making processes that require employees to lead and assist with diﬃcult decisions. 
??With regard to conflict resolution, Jordan and Troth (????: ???) indicated that the capacity of 
understanding and managing emotions also considered to promote function instead of malfunction, 
resolution of conﬂict and enhance team performance.  Moreover, they sought to examine the inﬂuence of EI 
on team performance and conducted research on the beneﬁts of EI for predicting individual performance, 
team performance, and styles of conﬂict resolution. They concluded that emotions played a crucial role 
in resolving conflicts and directly influenced the performance of the team (Jordan and Troth ????). 
Negotiation and mediation activities necessitate assistance to parties and decision-making and therefore 
the core of UN operatious? mandates. Kelly and Kaminskiene (????) emphasized the importance of EI in 
negotiation and mediation within the process? economic, political, and physical aspects and thus EI is in the 
core or such mediation and negotiations (Kelly and Kaminskiene ????).  Table ? supports that EI relies on 
? key constructs namely social awareness, self-awareness, relationship management and self-management, 
all which are necessary steps for conﬂict resolution, negotiation, mediation and problem solving to address 
issues of role, status, acceptance, and appreciation and use the aforementioned skills to handle emotions 
across negotiation domains. 
??Hess and Bacigalupo (????: ??) conducted a research by applying the EI skills to the processes 
of management problem solving and concluded that the EI application could enhance problem solving 
capacities for individuals and groups. They argued the implication of the practical application of EI skills 
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would become a strategy for developing individuals and organization?s capacity to assess their capacity. 
３． EI and Leadership 
??According to Goleman (????: ??), EI and leadership complement each other, and that EI is the 
leadership?s sine qua non. Leadership premised on emotional intelligence is important in forming a better 
setting that nurtured workers and motivated them to work hard. Such excitement, in turn transforms into 
enhanced performance within an organization (Goleman ????: ??). Acknowledging the importance of 
training on leaders? emotional intelligence, Goleman (????: ?) suggested that, to increase EI, organizations 
and companies should refocus their sensitization to feature limbic systems, and assist individuals to 
overcome old habits and create others. The UN has also recognized this. Hochschild (????: ??), who is 
currently the Assistant Secretary-General for Strategic Coordination, observed the significance of self-
awareness, which connected to EI, leaders? vulnerability, and leadership dilemmas.  Regarding this, he 
asserted that self-awareness constituted an EI component, the capacity controlling one?s emotions as well 
as perceiving others accurately.  The signiﬁcance of EI is considered as a crucial attribute of leadership. 
Leaders? commitment in EI implementation would be pertinent, especially within the bureaucracy-driven 
UN Secretariat.
Ⅳ．EI Analysis in Operational Context 
??Chapter IV will discuss how EI can be applied in the UN?s operational context by taking into 
consideration the points raised in above chapters. 
１．Performance in UN Peace Operations 
??Based on research by Goleman and others, this paper considers that the application of EI will lead 
to improved work performance, provided that the UN peace operations help meet the needs of the local 
populations they ultimately serve. Various studies have established sound methodologies for evaluating 
UN peace operations on these terms. Specifically, Diehl and Druckman (????) outlined methodologies 
and approaches to evaluate the performance of international peace operations in a comprehensive manner. 
Because evaluating the overall performance of UN peace operations is beyond this paper?s scope, it 
will instead advocate for self-monitoring and self-evaluation, which could provide inputs to the overall 
evaluation. The ultimate outcome will be to enhance UN peace operations by applying EI to cumulate 
eﬀective interactions with local populations. The approach of this paper is modular, focusing on each task 
or action?s narrowly deﬁned results. Therefore, each task?s success is determined based on the immediate 
objective set up by the operational decision-makers, which they can evaluate from an overall perspective 
after completing the task. Adopting this approach will contribute to the overall performance of peace 
operations in the long run. Diehl and Druckman (????) considered operational context in Chapter ? 
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(?Context Matters?) of their book Evaluating Peace Operations. This paper aligns with their approach, 
because meaningful assessment of UN peace operations requires ﬁrst considering their context. 
２．Decision-Making in UN Peace Operations: Who Makes Decisions? 
??UN peace operations involve several layers of decision-making, from headquarters (HQ) to the ﬁeld. 
Figure ? depicts major components of personnel involved in UN peace operations. Guéhenno (????: 
???) commented that ?success ? is all in the art of implementation.? In other words, the success of peace 
operations is owed to individuals deployed in the ﬁeld, irrespective of their positions or statuses. All have a 
certain level of decision-making capability regardless of their positions. Thus, they all have the opportunity 
to apply EI on a daily basis to aﬀect the operation?s eﬀectiveness. It is therefore important that they be 
trained in and have the capacity to apply EI. Given the focus on the ﬁeld, this paper considers the power of 
decision-making of all UN peace operations personnel, not just that of governments or senior oﬃcials. 
Figure ?: UN Peace Operations Personnel: Diﬀerent Types
Headquarters 
(HQ)
Secretary-
General
Departments
Civilian 
Personnel;
UN 
Volunteers
Non-UN 
Personnel
(Contractors, 
Vendors, 
etc.)
Police 
Personnel
Military 
Personnel
National 
Staff
 ????(Source: Developed by the author) 
 
??Nonetheless, ﬁeld-based change must be both supported from above and adopted in action. To that 
end, this paper suggests Secretariat-based measures for EI application, because UN peace operations 
are Secretariat-led, and the Secretariat develops policies and procedures. To achieve any improvements, 
actions will be needed in Secretariat HQ. Obviously, peace operations personnel cannot simply rely on 
guidance and instructions from HQ. Given that the situation on the ground could change at any time, 
peace operations personnel must decide what to do in their current circumstances without purposefully 
circumventing rules as developed by HQ. Therefore, HQ personnel must also show understanding and 
ﬂexibility toward this end.
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３．EI Analysis in Practice
??In conducting EI analyses, this paper will use the ? categories indicated in Table ?: a) self-awareness, 
b) self-management, c) social awareness, and d) relationship management. Emotions give information 
about what matters to people, so the decision-makers will observe and analyze these emotions from 
both reflective and interpretive data. In the operational context, the decision-makers will first notice 
and recognize their emotions. They may also think about what they want and what matters to them by 
interpreting their emotions. Once they become aware of their emotions and interpretations, they may self-
regulate by expressing them, or they may also recognize the emotions of others such that their decisions 
may be affected. When applying EI, decisions can be made only after going through this process of 
analysis and reﬂection. Such a process will provide opportunities to internalize the values and needs of all 
involved. Thus, the decisions made will be based on understanding the decision-makers? own emotions 
and others? emotions as well as what matters to both themselves and others. It is suggested that UN peace 
operations personnel incorporate such decision-making by applying EI and share with others as part of 
their performance. 
Ⅴ．Case Studies 
??Chapter V will analyze how EI was applied or could have been applied in some cases in UN peace 
operations by using Goleman?s ? categories.
 
１．Peacekeeping Operation in Haiti: Cholera Outbreak in 2010
(1) Background 
??Haiti faced one of the most challenging cholera outbreaks on October ??, ????, soon after the United 
Nations Stabilization Mission in Haiti (MINUSTAH) deployed peacekeepers, overshadowing the role 
played by the international humanitarian community. Several reports suggest that some of the Nepalese 
soldiers who arrived in October ???? brought the cholera outbreak, which was the ﬁrst in Haiti?s history, 
claiming over ?,??? lives within the ﬁrst ?? days because of poor infrastructure and sanitary conditions 
(Freedman ????: ???). 
??As a result of this dire situation, the then Secretary-General formed an independent panel of ? 
international experts to investigate and determine the causes of the cholera outbreak (UN ????). They 
initially identiﬁed Nepalese troops as the origin, but the report was quick to absolve them of blame, arguing 
that the cholera outbreak in Haiti was ?not a deliberate action of an individual or a group of people? (UN 
????: ??).
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(2) Claims 
??The cholera outbreak claimed many lives. Consequently, a claim for compensation on behalf of its 
victims was brought against the UN in November ????. According to Freedman (????: ???), a claim was 
ﬁled against the UN with the crux of the petition being recklessness on the part of the UN and MINUSTAH 
as well as alleged negligence and gross negligence leading to loss of lives. However, on February ??, ????, 
a UN spokesman categorically stated that UN oﬃcials had advised the claimant?s representatives that the 
claims were not receivable, because Section ?? of the Convention on the Privileges and Immunities of the 
United Nations (the ???? Convention) stipulates that the UN is immune from such claims (UN ????). 
??In fact, Section ?? of the ???? Convention clearly obligates the UN to make appropriate settlements 
in relation to disputes. For example, those arising out of contracts or other nature of disputes be it private 
law character in character but the UN is a party; and those involving any oﬃcial and by virtue of oﬃce 
and related mandates immunity, especially if such immunity has not been rescinded by the then Secretary-
General. According to Freedman (????: ???), the UN must address any private law claims through 
alternative dispute resolution mechanisms. Additionally, this is a requirement, which binds the signing of 
the Model Status of Forces Agreement (SOFA) for Peacekeeping Operations (UN ????: Art. ??).
??In February of ????, the UN defended itself with a detailed explanation of its critical role in ﬁnancing 
various programs related to mitigating the impacts of cholera as well as taming its spread. According to 
Freedman (????: ???), the UN was categorical that the claims submitted were not receivable. Freedman 
(????) also stated that the UN refused to acknowledge and compensate victims of cholera in Haiti, citing 
its immunity from responsibility.
??In this regard, the UN has been relying on the ???? Convention, especially Section ??, which oﬀered 
absolute immunity from any national court jurisdiction. Benefiting from this discourse, several studies 
have suggested a more accountable mechanism to safeguard human rights in peacekeeping operations in 
terms of any human rights violations or criminal oﬀenses as well as streamline the laws of war. While the 
cholera outbreak may not have been of a criminal nature, the underlying human rights violations and the 
peacekeepers? abandon may be what concerns activists and aﬀected nations. In evidence, the UN did not 
acknowledge the cause of the cholera outbreak until August of ????, long after the victims of cholera and 
their families and communities had suﬀered and sought compensation with no success, sparking outrage 
from all quarters, including the international humanitarian community.
??Aligned with the expectations of Human Rights Council resolution ??/?, herein expressing special 
recording by special rapporteur on extreme poverty and human rights, Philip Alston submitted a report 
(UN ????) regarding the Haiti cholera outbreak in which he acknowledged the UN?s eﬀorts to deﬁne the 
MINUSTAH?s responsibility in the outbreak as well as identifying the source of the outbreak to address 
any violation within the existing legal frameworks. Moreover, he included an apology in the report in 
addressing such problems in its jurisdictions (UN ????: paras. ??-??).
??In October ????, human rights lawyers filed a class action lawsuit in the Southern District of 
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New York? seeking a response to individual complaints, but the UN?s position remained the same. This 
discouraging response tarnished the UN?s reputation in the eyes of the Haitian people. This incident 
demonstrates that the UN justified its responses to complaints based on its interpretation of immunity 
without considering the feelings of populations that could have beneﬁted from its services.
  
(3) EI Analysis: How EI Could Have Been Applied 
??The UN?s approach to rely on the relevant statutes to support its rationale to defend its position can 
be construed to indicate overreliance on IQ over EI, which underscores the need to change how the UN 
performs its missions and responds to problems?most importantly by incorporating EI into its work and 
operations. The human rights community has questioned this argument?s validity when referring to how the 
???? Convention aﬀects the violation of human rights. The EI is therefore critical of the UN, particularly 
its decision-making process. While this case?s internal decision-making processes remain confidential, 
developing possible decision-making dynamics that apply EI may be worthwhile.
??(a) Self-Awareness: When the UN leaders and officials involved in Haiti operations learned about 
the cholera outbreak, they could have felt surprised and upset about the incidents. They must have had 
concerns about the implications of these incidents as well as the UN?s reputation. They must also have 
been concerned about the reaction of their senior leaders, such as the secretary-general. Their immediate 
thinking may have been that they feared being blamed for or accused of what happened. 
??(b) Self-Management (expressing own emotions): It is likely that they expressed their emotions 
and thoughts as they became aware of them. Consultations must have taken place within the Secretariat, 
particularly with the Oﬃce of Legal Aﬀairs (OLA) and with key UN governments sharing their emotions 
and concerns. 
??(c) Social Awareness (recognition of the Haitian people?s emotions): They may have thought about 
the Haitian people?s emotions, knowing the number of deceased and infected. Yet it was possible to weigh 
in the UN?s perspectives to defend its legal position relying solely on the ???? Convention. They did 
not seem to reﬂect on the impact of this insistence on the part of the human rights community and local 
communities of victims.
??(d) Relationship Management (outcome of decision-making): The decision was to disregard the 
allegation that UN peacekeepers caused the cholera outbreak and to convey the message that the UN has 
absolute immunity under the ???? Convention. In his statement on February ??, ????, the UN spokesman 
shared sympathy on behalf of the Secretary-General toward the people suﬀering from the cholera outbreak 
(UN ????). Expressing sympathy is not similar to acknowledging others? emotions. What was required, 
in this context, was showing empathy. The UN?s claim of diplomatic immunity is correct from a legal 
point of view. It does not, however, mean that the UN could categorically disregard the fact that the UN 
?? In January ????, the court ruled that the defendants were immune from suit, a ﬁnding upheld on August ??, ????, in 
Georges v. United Nations by the Court of Appeals for the Second Circuit.
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peacekeepers brought the cholera. The UN could have explained to the Haitian people and could have 
sought alternative means of communication and conﬂict resolution, as indicated in MINUSTAH?s SOFA. 
The decision-making process likely did not consider the Haitian people?s emotions, leading to IQ-oriented 
decision-making. In the same statement, the UN spokesman also mentioned UN eﬀorts to help enhance 
sanitary conditions, give treatments, and take preventive measures (UN ????). In December ???? the 
Secretary-General launched an initiative for the elimination of cholera in Haiti, which aimed to strengthen 
Haiti?s National Cholera Elimination Plan (UN ????). Without addressing the needs of the victims and the 
aﬀected communities, such a statement would seem meaningless in the minds of Haitians.
??The UN?s decision to disregard its responsibility in Haiti evoked negative criticism not only from 
Haitians and their supporters but also from various human rights organizations based on the International 
Covenant on Civil and Political Rights (ICCPR). The mission delivered the message in Haiti based on 
advice from the OLA. Freedman (????: ???) argued that the Haitian people lacked access to the local 
claims board or other alternative settlement modalities, which limited Haitian individuals? opportunities 
and rights to court and a remedy to their problems in the event that the UN granted absolute immunity from 
legal redress. Freedman added that the UN?s absolute immunity would imply the violation of ICCPR rights 
to access courts and to an eﬀective remedy.
??Freedman (????: ???) further stated that ?the UN?s consistent position that the claims were not 
receivable has created a perception that the organization?s immunity might have superseded its human 
rights obligations or concerns,? suggesting reevaluation of the immunity granted to the UN. The major 
concern is that the UN was quick to draw on the immunity clause in the ???? Convention, disregarding the 
emotional suﬀering of the people who were supposed to beneﬁt from their services. If the UN had applied 
EI in its decision-making process, the Haitian could have been addressed diﬀerently. Additionally, such 
an approach would have enhanced the UN?s reputation and impact in the Haitian people?s eyes as well as 
those of the international humanitarian community.
??In response to Alston (????), former Secretary-General Ban Ki-Moon apologized to the Haitian 
people in December ????. Subsequently, while appreciating his apology, Alston stated that the UN?s 
response was inadequate and that it was a ?half-apology? (Knox ????). The former Secretary-General 
established a trust fund in the amount of $??? million in ???? to treat cholera victims and improve 
sanitation and water infrastructure in Haiti, which has not received enough funding to suﬃciently cover 
the costs. If the UN had adopted an EI approach in the ﬁrst place, it could have taken other measures for 
dispute resolution and ﬁlled the trust fund by resorting to various means. A ?new approach? called for by 
Alston may include EI, which will present a new approach and mind-set for understanding others? emotions 
while making decisions.
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２．Peacebuilding Operation in Timor-Leste: Prevention of Further Conflict in 2006
?? The author presented the case of conflict prevention in Timor-Leste in the aftermath of armed 
conﬂicts (Kuroda ????: ??-??) in May ????. The article was about the peace-building operation in Timor-
Leste under the United Nations Office in Timor-Leste (UNOTIL). The preventive action took place in 
September to October in ????. UNOTIL senior management? was very much concerned and warned about 
key players? possible reactions in response to the violence of ???? when the report of the UN Enquiry 
Commission (UN ????) was to be issued. The UNOTIL senior management took measures to prevent 
further conﬂicts and violence from arising from September to October ????.
??While analyzing the conﬂict, the senior management team had identiﬁed several root causes, including 
the emotions of the local population. As Figure ? indicates, the root cause analysis identiﬁed ?fear and 
sense of insecurity? in people as one of the key underlying root causes. This was about Timorese people?s 
emotions. The good-offices negotiation targeted that underlying root cause, and discussions took place 
between UNOTIL representative and local key players to brainstorm possible measures to address people?s 
emotions ﬁrst. Therein, the key local players were ﬁrm about not wanting to resort again to violence and 
conﬂict. The application of EI was the key to conﬂict prevention in Timor-Leste in October ????. 
Figure ?: Conﬂict Tree?Root Cause Analysis 
Direct Cause:
Demonstration (May, 2006)
Fear & 
sense of 
InsecurityPolitical Di-
satisfaction
Weak Security 
Sector
Political 
Power 
Struggle
Low 
Employment
Distribution 
of Weapons
People’s  
Emotions
UNDERLYING
ROOT CAUSES
SYMPTOMS
CORE PROBLEM Lack of Governance
Shooting 
IncidentsNo Communication 
among  Senior Leaders
Internally displaced 
Persons
(Source: Developed by the author)
?? Senior management included the acting special representative of the secretary-general, chief of staﬀ, chief of police unit, 
and chief of military observers. The author was chief of staﬀ at the time.
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??UNOTIL senior management intuitively took the following ? steps related to EI:
??(a) Self-awareness: The senior management of UNOTIL was greatly concerned and warned about the 
possible use of violence by the Timorese people, in particular the potential ﬁghting that would return the 
country to armed conﬂict.
??(b) Self-management (or expressing emotions): UNOTILsenior management expressed their emotions 
and concerns among themselves to identify possible solutions. They also expressed their concerns and the 
issue with their counterparts in the Timor-Leste government. 
??(c) Social Awareness (i.e. Timorese leaders and people): UNOTIL senior management recognized the 
emotions of Timorese leaders and people through their regular consultations with them. As Figure ? shows, 
?fear and sense of insecurity? was the people?s emotions in the aftermath of the shooting incidents, most 
particularly they had not seen the senior leaders together in public.
??(d) Relationship Management (or outcome of the decision-making): The senior management made a 
conscious decision to conduct good oﬃces with all the key players of the country, including senior leaders 
(the president, prime minister, defense minister, chief justice, and president of parliaments), political 
groups, police leaders, church leaders, and youth groups. The internal decision also included asking then-
President Gusmão, together with other senior leaders of the country, to address the Timorese people in 
a televised message. The UNOTIL senior management designed the process of good offices in such a 
way that the then-president would make the ﬁnal decision. And this was what happened, as the author?s 
abovementioned article explains (Kuroda ????: ??).
??While listening to the televised message by the president, Timorese people felt assured and gained 
a sense of direction. Despite that the issued report indicated the names of those involved in the shooting 
incident, no one resorted to weaponized violence. Rather, the president took national measures to deal 
with the incidents in such a manner that all those involved were satisfied. Timor-Leste has remained 
peaceful since then. If the UN peace mission had not addressed the people?s emotions in the aftermath of 
the violence and shooting incidents, the country might have reacted to the report and returned to violence. 
When UN peace operations personnel are equipped with EI awareness and tools, they can contribute 
signiﬁcantly to building and sustaining peace among people in the countries the UN serves. 
３．South Sudan 
??South Sudan gained its independence in ???? and became the youngest member of the United 
Nations. This newborn state experienced ethnic violence in ???? and since then has been engaged in civil 
war, which has had a major impact on UN peace operations and the operations of humanitarian assistance. 
Under these circumstances, the records show numerous instances when UN staﬀ members on the ground 
applied their EI to decide to provide services to local populations.
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(1) Jamam Camp, 2012
??UNHCR USA (????) reported eﬀorts by its staﬀ members in refugee camps to help refugees beyond 
their mandate. In September ????, the Office of the United Nations High Commissioner for Refugees 
(UNHCR) observed a group of refugees arriving at its Jamam camp in South Sudan from the border of 
Sudan. Considering the situation, the UNHCR staﬀ members at the Jamam refugee camp went beyond the 
scope of their duties by deciding to take proactive measures to help the incoming South Sudanese refugees. 
The EI analysis may look like the following: 
??(a) Self-awareness: Staﬀ member Aleng was concerned about the incoming refugees and related it to 
her experience as a former refugee, and understood what mattered to them.
??(b) Self-management: Aleng said, ?I have the capacity to help, and I know where they have been. . . . 
So, I have no other choice in my heart but to help? (UNHCR USA ????).
??(c) Social Awareness: Aleng was reminded of her experience as a refugee and was empathetic about 
what the refugees needed, such as food and water.
??(d) Relationship Management: Motivated by her memories of escape, Aleng decided to get dressed 
and head for the local market, where she used her own money to buy food for the incoming refugees. By 
??:?? p.m., she had fed the group.
??UNHCR USA (????) also reported on the case of Daniel Wuor, who was exiled for ?? years. He 
had an urge to protect refugees when he saw a refugee stuck on the bank of a river who had escaped from 
his home in Sudan?s Blue Nile state. He simply jumped into the water and swam to the other side to save 
him. The news report stresses that the UNHCR personnel on the ground worked with empathy to help the 
exodus of ??.??? refugees from the Blue Nile state across the South Sudan border, which was far beyond 
the scope of their duties.
 (2) United Nations Mission in South Sudan (UNMISS), 2016
??Similar instances occurred in South Sudan as part of the UNMISS operation. In July ????, NZME 
reported that the civil war in South Sudan had intensified, creating over ??.??? internally displaced 
persons, some of whom even sought refuge in the nearby UN HQ. Despite the mandate to protect civilians, 
the UN contingents were not receiving them. In the face of this situation, New Zealand Defence Force 
Lieutenant (Lt.) Colonel (Col.) Melanie Childs, deputy plans oﬃcer, processed her thinking by considering 
her emotions as follows:
??(a) Self-awareness: Lt. Col. Childs was getting frustrated about the situation and was confused, as 
other troops were not taking action to protect the internally displaced persons.
??(b) Self-management: She reﬂected on what she was trained on and realized that no other troops were 
there to perform it.
??(c) Social Awareness (recognition of others? emotions): Childs understood that the refugees were 
desperate and seeking safety and protection.
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 ??(d) Relationship Management (Regulation of others? emotions): Childs decided to get out of the base 
to convince the refugees to follow her to the UN compound. She also contacted the British Royal Marine, 
which cooperated with her, as well as US police oﬃcers and Norwegian staﬀ oﬃcers. 
??The ???? report on UNMISS (UN ????a) gave detailed information on the implementation of the 
mandate to protect civilians. As of February ????, the mission was protecting over ???,??? internally 
displaced people at ﬁve UNMISS sites. Given that receiving such a large number of internally displaced 
people poses a challenge to the mission, this situation may provide an opportunity to apply EI to guide 
mission personnel in making good decisions in protecting civilians by considering both their own and 
internally displaced people?s emotions and what matters to both.
４．UN Responses to Sexual Exploitation and Abuse Cases in Peacekeeping Operations
??Sexual exploitation and abuse cases in UN peacekeeping missions represent one of the international 
community?s biggest concerns.  Accordingly, Festman (????) noted the international community?s 
disappointment about the UN?s unsubstantive response. However, the UN is keen to address this matter 
by employing measures that would possibly empower the organization to deal with misconduct such as 
sexual exploitation and abuse cases. This yields the recommendation for all the UN peace operations to 
incorporate and apply EI into their daily operation. Such a new approach speciﬁcally initiated to improve 
the UN?s response hinges on the latest report (UN ????) stipulating special measures for protecting people 
from sexual exploitation and abuse.  
??Embracing measures to foster accountability should be coupled with rolling out the relevance of 
oﬀering eﬀective and relevant training and capacity development for the concerned units, including the 
military, volunteer staff, and police. Emphasis on addressing the mind-set of the UN peace operations 
personnel is an integral step, as they communicate UN values and the intent of their service for the 
organization. As such, the UN is obligated to provide training to UN peace operations personnel before 
their deployment. The whole notion of ensuring the staﬀ?s commitment should be led by the organization 
to ensure that they remain motivated to undertake their duties regarding deviation. 
??The ﬁndings from the report on the same subject indicate room for further eﬀorts from the organization 
to address the issue. However, the suggestion to apply EI will enable the organization to achieve the 
objectives of the accountability mechanism. The embrace of the preventive measures will be fostered 
through training, expanding its investigative capacity, improving reporting mechanisms, and strengthening 
the commitment of respective member states. By introducing EI, the coaching approach could ensure that 
UN personnel internalize these values. Integrating EI into the UN?s work practice will ensure that the UN 
personnel prepare not only for deployment but also for abiding by the organization?s values and principles. 
They will be able to allow their emotions to guide them and ensuring that the communities and populations 
they serve beneﬁt and not languish in misery because of their unexplainable actions. 
??The challenge still remains for the military personnel, as they are dispatched by the troop contributing 
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countries (TCCs). While noting the eﬀorts to develop a legal framework with Member States on this matter, 
it will require the commitment on the part of the TCCs to taking accountability measures for their nationals 
involved in such cases. Oden, Lohani, McCoy et al. (????) stressed the importance of incorporating EI in 
military training, which deserves a close attention. As all the UN peace operations personnel irrespective of 
their category perform guided by the same values and principles of the organization, the application of EI 
seems relevant and the key is the structured and experiential training. 
Ⅵ．Application of EI to the Work of the UN: Modes of Operations
??The UN has an enormous opportunity to explore the possibility of introducing EI, which may in turn 
lead to enhanced outcomes for peace operations. Some relevant ﬁndings are indicated below.
??First, EI is not an official part of the UN core values and competencies and is not included in the 
recruitment process, selection and promotion, work performance assessment, or in the UN?s core decision-
making or operational processes. As UN peace operations belong to the Secretariat of the UN, the Oﬃce 
of Human Resources Management (OHRM) plays a role in policy development. If highlighted in the UN 
core values and competencies, EI could serve as a major part of the UN performance management, thereby 
allowing formal training protocol. The more the UN personnel, particularly peace operations personnel, 
apply EI, the more impact the organization will have on the populations it serves. 
??Second, the UN has given some consideration to EI and included it in some parts of its briefing 
or training materials. For example, the OHRM conducted a management study (OHRM n.d.), which 
highlighted that ?? percent of a manager?s effectiveness derives from emotional competence. The 
Departments of Peacekeeping Operations and Field Support (DPKO and DFS respectively) use these 
materials during their peacekeeping personnel?s pre-deployment training without highlighting the 
importance of EI competency. Flaspoler (????) asserts that pre-deployment training provides training on 
numerous subjects and aspects without giving suﬃcient time to cover the complexity of the matters that 
confront peace operations. Notably, the EI competency is not integrated as part of such training materials. It 
is essential that the Secretariat systematically trains and develops capacity of EI competencies, particularly 
for senior leaders, long before their deployment. As discussed as part of sexual exploitation abuse, training 
activities may require a new approach as part of capacity development.
??Third, the application of EI in decision-making processes plays a major role in operations, extending 
beyond human resources management. EI should therefore be a part of overall management practices. 
From Table ?, what is required of the UN oﬃcials ﬁrst is to enhance emotional self-awareness, followed 
by self-management and awareness. Without the former, it will be difficult to self-assess emotions?a 
task necessary for regulating emotions required in decision-making processes. Once UN personnel come 
on board they can be trained, developed, and assessed by the application of EI in the decision-making 
processes. Until that time, the training should be given a priority, EI analyses be collected and lessons be 
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learnt.  This way, they can ensure consideration of who will be aﬀected and how others might interpret 
decisions, as suggested by Hess and Bacigalupo (????: ???). Once this decision-making process forms a 
part of their professional function, they will apply EI as part of a daily practice. Nonetheless, it is advisable 
that UN peace operations personnel start applying EI in operational work through various forms of training, 
such as: executive management development projects, simulations, case scenario analyses, and train-the-
trainers programs. 
??Fourth, the case of conﬂict prevention in Timor-Leste demonstrates that EI was applied in the process 
of conﬂict analysis, conﬂict resolution, and conﬂict prevention through the process of good oﬃces. This 
illustrates that not only EI can be used during peace operations but that its use leads to good decisions that 
satisfy the interests and needs of the parties involved and prevents the use of arms in resolving conﬂict, as 
such feature gains were of prime importance in the aftermath of shooting incidents in Dili, Timor-Leste 
in ????. This paper emphasized the importance of addressing the mind-set of the UN peace operations 
personnel as an integral step. The organization will beneﬁt from the proactive steps taken in Timor-Leste 
and South Sudan to ensure that the communities they serve beneﬁt immensely from their humanitarian 
eﬀorts. In addition, the UN peace operations in Haiti could have beneﬁted from the EI application when it 
comes to decision-making process.
??Fifth, as Goleman (????) suggests, the role of leaders cannot be overemphasized. Hochschild 
(????), in his study on leadership, recognized the importance of self-knowledge, which is linked to moral 
dilemmas of leadership, the vulnerability of leaders, and EI. He then emphasized the importance of self-
awareness as an EI component, which enables managers to manage their own emotions as well as read 
others correctly. He also considered EI an essential quality for leadership. Therefore, commitment from 
leaders in implementing EI will be crucial, particularly in the complex bureaucracy of the UN Secretariat. 
In October ????, when Secretary-General Guterres launched a UN system strategy for workplace mental 
health (UN ????b), Hochschild (????) shared his own traumatic experience in Sarajevo some ?? years 
ago in a YouTube video. Such a courageous act on his part indicates that leaders? sharing their vulnerability 
with openness will have a great impact on staﬀ members in encouraging them to express their emotions, 
which is the second component of EI. 
??Sixth, the training of UN leaders, managers, and other personnel is crucial in advancing the 
application of EI in the UN Secretariat. As Goleman (????: ?) recommends EI training as part of 
leadership development, particularly training of the limbic system. It is likely that the use of EI will serve 
as a pathway to transform the UN?s organizational culture, and emotional awareness seems to be the aspect 
that will require special attention. A recent publication by Kennedy and Powers (????) on senior leadership 
training in UN peace operations made a comprehensive analysis and evaluation on the topic, which did 
not give consideration to EI. This indicates that there is an opportunity for applying EI in its leadership 
training and capacity development program. Proper EI training will enable UN personnel to apply EI in 
their decision-making. The more UN personnel who are trained to apply EI, the more impact the UN will 
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have on the clients it serves. Developing a critical mass of EI-applying oﬃcials should gradually improve 
the UN?s image, reputation, and outcomes. 
??Finally, the real challenge comes from the fact that the UN is a political body in which Member States 
play a major role in making decisions which will inﬂuence decisions by the Secretariat.  Member States 
may not interfere with these aspects if they see that results are being achieved provided that this will not 
aﬀect their internal matters. As the UN peace operations are performing under the UN umbrella for the 
same goals with the shared values, it should be possible to collaborate together to apply EI. Hence, this is 
an important measure that can be included as a part of the Secretary-General?s UN management reforms.
Ⅶ．Conclusions
??The present research has concluded that EI can be an asset in the UN?s work that will cohesively 
sustain its peace operations, by complementing the IQ related thinking and decision-making. Emotional 
intelligence helps people to tap into their emotions and reflect on their experiences. Being emotionally 
intelligent means that we gain information from emotional resources: we try to understand and empathize 
with the emotions of other people in a given context. In this regard, deep listening is a prerequisite for 
comprehensive understanding. When the UN is dealing with people who are in desperate need of help, it 
is certain that they have complex emotions. Given what EI can do, it is essential that UN peace operations 
personnel are equipped with the mind-set and tools to listen to and address EI so that UN peace operations 
personnel should be able to implement the mandate eﬀectively. Until the UN?s launch of EI application, it 
will be useful to share stories, review the cases and accumulate EI analyses from which all will learn. 
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